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PERSONALITY BASED MATCHING OFK
CALLERS TO AGENTS IN A
COMMUNICATION SYSTEM

FIELD OF THE INVENTION

The field of the invention relates to communication sys-

tems and, 1n particular, to communication systems having
automatic call distributors.

BACKGROUND

Automatic call distribution systems are known. Such
systems are typically used, for example, within private
branch telephone exchanges as a means of distributing
telephone calls among a group of agents. While the auto-
matic call distributor may be a separate part ol a private
branch telephone exchange, often the automatic call dis-
tributor 1s 1ntegrated into and 1s an indistinguishable part of
the private branch telephone exchange.

Often an organization disseminates a single telephone
number to 1ts customers and to the pubic in general as a
means ol contacting the organization. As calls are directed to
the organization from the public switch telephone network,
the automatic call distribution system directs the calls to its
agents based upon some type of criteria. For example, where
all agents are considered equal, the automatic call distributor
may distribute the calls based upon which agent has been
idle the longest. The agents that are operatively connected to
the automatic call distributor may be live agents, and/or
virtual agents. Typically, virtual agents are software routines
and algorithms that are operatively connected and/or part of
the automatic call distributor.

Automatic call distributors are utilized 1n communica-
tions handling centers, such as telephone call centers, that
forward incoming commumnications, such as telephone calls,
for processing by one of several associated call-handling
agents. Other communications centers may be used to for-
ward voice-over-internet protocol communications; elec-
tronic mail messages; facsimiles or the like, to associated
handling agents.

Telephone call centers, for example, are often used to
dispatch emergency services, as telemarketing sales centers,
as customer service centers, etc. to automatically distribute
received calls. Each incoming call may have a number of
handling requirements, depending on, for example, the
nature of the call, the originating call area, and the language
of the call. Agents, on the other hand, each have abilities to
process calls having certain handling requirements. Typi-
cally, agents are able to process one or more call types. For
example, agents are typically trained to process certain call
subject matters and certain call languages.

In known telephone call centers, computerized automatic
call distributors place incoming telephone calls, of a par-
ticular type, requiring defined skills, 1n queues of like calls.
Appropriate agents have skills necessary to process calls in
the queues, and are assigned to such queues. Agents are
often assigned to multiple queues, reflective of their par-
ticular handling skills. Typically, this 1s done to increase the
handling capacity of the center by making improved use of
available communications handling resources.

Quite often, agents may handle calls related to one or
more subject areas, and possess varied attributes that are
relevant to all subject areas they are capable of handling. For
example, a telephone call center agent may speak multiple
languages, and may therefore be able to process telephone
calls relating to a particular subject matter 1 all these
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languages. One simple approach used to deal with multiple
agent attributes 1s to create and administer individual
queues, each of which takes 1into account the subject matter
and the attributes of the agent. This, however, 1s adminis-
tratively very cumbersome.

Other known telephone call centers use agent-skill indi-
cators, associated with agents in order to connect calls. In
such centers, a call 1s connected to an agent having an
agent-skill indicator matching that of the call, within a group
ol agents. Agents, however, are typically only assignable to
only one, and typically only a single agent-skill indicator 1s
used to connect the call. Disadvantageously, such call cen-
ters do not use agent attributes across different groups. This
may lead to an ineflicient utilization of call center resources.
Moreover, these communications handling centers do not
allow for easy administration and re-assignment ol agents to
queues, while maintaining agent skill-sets.

One concern in designing an automatic call distributor
system 15 ensuring that calls are efliciently routed to an
agent, so as to minimize the amount of time that any
particular call 1s placed on hold. One basic technique of
minimizing on-hold time 1s to employ a first-in/first-out call
handling technique. The first-in/first-out technique requires
that calls be routed to the next available agent 1n the order
in which the calls are received. However, 1n some automatic
call distributor systems the agents are specialized in han-
dling particular types of calls, so the first-in/first-out tech-
nique 1s not appropriate. For example in a product support
department of a software facility, agents might be grouped
according to specialized expertise, so that a first group 1s
knowledgeable 1n word processing, a second group 1s
knowledgeable 1n a database program, and a third group 1s
knowledgeable 1n a spreadsheet program. Utilizing a first-
in/first-out technique 1n such a situation i1s 1mappropriate,
because a caller with a question regarding the word pro-
cessing program may be routed to an agent having special-
ized knowledge regarding the database program or the
spreadsheet program, rather than being routed to an agent
with specialized knowledge 1n the word processing program.

The focus 1n the management of calls has been upon
maximizing availability to customers, so as to achieve an
acceptable profit margin 1n a competitive environment of
customer service. Call management approaches that increase
revenue may lead to savings for customers.

Most present-day call-distribution algorithms focus on
being “fair” to callers and to agents. This fairness 1s reflected
by the standard first-in, first-out call to most-idle-agent
assignment algorithm. Skills-based routing improves upon
this basic algorithm 1n that 1t allows each agent to be slotted
into a number of categories based on the agent’s skill types
and levels.

The primary objective of call-distribution algorithms 1s to
ultimately maximize call center performance. That may
involve minimizing cost, maximizing call throughput, and/
Or maximizing revenue, among others. For example, when a
new call arrives, the call should be handled by an agent who
either has the ability to produce the most revenue or can
handle the call in the shortest amount of time. Also, when an
agent becomes available to handle a new call, the agent
should handle either the call that has the possibility of
generating the most revenue or the call that the agent 1s most
cllicient in handling.

Automatic call distribution systems are {requently
employed 1n the field of telemarketing. It 1s not unusual that
during a call transaction between a caller and the agent, the
personality of a caller and agent clash. This results in the
transaction not being as eflicient as possible, and may result
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in a loss of a sale. It also frustrates the caller and reduces
caller satisfaction. A crucial part of communication 1n
telemarketing 1s ensuring that both parties are “on the same
wave length.” It 1s thus a drawback of prior art systems that
calls are not routed to agents based on personality types that
match a personality type of a caller. This leads to less
ineflicient transactions. It may also result in lower customer
satisfaction due to the caller not “liking” the agent who 1s
handling the call. The reduced satistaction of the call expe-
rience leads to lower sales of products and loss of cross-
selling opportunities.

SUMMARY

One embodiment 1s a method for improving transactions
in an automatic call distribution system. In a first step, a
personality profile of each agent of a plurality of agents in
the system 1s determined. A respective personality profile 1s
one of a plurality of predetermined personality profile types.
The determined personality profile type for respective agents
are stored as personality profile records 1n a database. A
personality profile of a caller 1s then determined, the per-
sonality profile of the caller being one of the plurality of
personality profile types. A priornity hierarchy 1s provided for
matching a personality profile types of the caller to person-
ality profile types of the agents. The personality profile type
of the caller 1s then compared to the personality profile type
of the agents i1n the database according to this priority
hierarchy. An agent 1s selected from the plurality of agents
based on the comparison of the personality profile types.
Communication 1s then established between the caller and
the selected agent. In another further embodiment, the
personality profiles are classified as at least one of the
following personality profile types: “Analytical type,
detailed oriented type, relationship/emotional type, and
futuristic/visionary type.” Also, in yet a further embodiment,
the priority hierarchy for matching of the caller personality
profile type to the agent personality profile type 1s as
tollows: 1n a first priority match, analytical type to analytical
type, detailed orniented type to detailed oriented type, rela-
tionship/emotional type to relationship/emotional type, or
futuristic/visionary type to futuristic/visionary type; in a
second priority, match analytical type to detailed oriented
type or relationship/emotional type to or futuristic/visionary
type; 1n a third priority, match analytical type to futuristic/
visionary type or detailed oriented type to relationship/
emotional; and 1n a fourth priority, match analytical type to
relationship/emotional type or detailed oriented type to
futuristic/visionary type.

In another embodiment, the apparatus improves transac-
tions 1n an automatic call distribution system. The system
has a plurality of agents and a predetermined plurality of
personality profile types. A first profile determination mod-
ule determines a personality profile of each agent of the
plurality of agents. A respective personality profile may be
one of a plurality of personality profile types. This system
also may have a database 1n which 1s stored the determined
personality profile types for respective agents as personality
profile records 1n the database. A second profile determina-
tion module determines a personality profile of a caller, the
personality profile of the caller being one of the plurality of
personality profile types. A proprietary module outputs a
priority hierarchy for matches of personality profile type of
a caller to personality profile types of the agents. A com-
parator compares the personality profile type of the caller
and the personality profile types of the agents 1n the database
according to their priority hierarchy. A selector receives the
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output of the comparator and a response thereto selects an
agent from the plurality of agents based on the comparison
of personality profile types. A communication module then
establishes communication between the caller and the
selected agent.

BRIEF DESCRIPTION OF THE DRAWINGS

The features of the present invention, which are believed
to be novel, are set forth with particularity 1n the appended
claims. The invention, together with further advantages,
may best be understood by reference to the following
description taken in conjunction with the accompanying
drawings and several figures of like references numerals
identify like elements and 1n which:

FIG. 1 1s a general block diagram of a communication
system for use with one embodiment of the method and
apparatus.

FIG. 2 1s a diagram depicting one example of different
personality profile types for improving transactions in an
automatic call distribution system.

FIG. 3 1s a flow diagram for one embodiment of the
method for improving transactions 1 an automatic call
distribution system.

FIG. 4 1s a flow diagram of another embodiment for
improving transactions in an automatic call distribution
system.

FIG. 5 1s a block diagram depicting an implementation for
improving transactions in an automatic call distribution
system.

FIG. 6 depicts a computer readable media containing code
segments that embody one embodiment for improving trans-
actions 1n an automatic call distribution system.

DETAILED DESCRIPTION

FIG. 1 1s a block diagram of a telephone system having an
automatic call distributor 109 that 1s part of call center 106.
Calls may be connected between callers 101, 102, 103 via
network 105 to the automatic call distributor 109. The
automatic call distributor 109 may distribute the calls to
telemarketers or agents, such as virtual agent 110, or live
agent 112. The network 105 may be any appropriate com-
munication system network such as a public switch tele-
phone network, cellular telephone network, satellite net-
work, land mobile radio network, the Internet, etc. Similarly,
the automatic call distributor 109 may be a stand-alone unit,
or may be integrated in a host computer, etc. Embodiments
of the method may be implemented under any of number of
different formats. For example, where implemented in con-
nection with a public switch telephone network, a satellite
network, a cellular or land mobile radio network, the method
and apparatus would operate within a host computer asso-
ciated with the automatic call distributor and may receive
voice information (such as pulse code modulation data) from
a switched circuit connection which carries a voice between
the callers 101, 102, 103 and the agents 110, 112.

Where the method 1s implemented 1n connection with the
Internet, the method may operate from within a server. Voice
information may be carried between the agents 110, 112 and
callers 101, 102, 103 using packets.

As shown 1n FIG. 1, a caller, such as caller 101, may place
a call to the call center 106. The caller 101 typically uses a
station set that may be embodied as a conventional tele-
phone, videophone or personal computer configured with
appropriate telephony software and Internet connectivity.
The call 1s routed via the telephone network 103 to the call
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center 100, 1n a conventional manner. The call 1s preferably
routed within the call center 100 to an automatic call
distributor 109. The automatic call distributor 109 may
comprise conventional hardware and software, as modified
herein to carry out the functions and operations of the
method.

Generally, the automatic call distributor 109 1s part of a
switching system designed to receive calls destined for call
center 100, and queue them when an appropriate agent 1s not
availlable. In addition, the automatic call distributor 109
distributes calls to agents or specific groups of agents
according to a prearranged scheme.

The telephone network 105, as used herein, includes the
combination of local and long distance wire or wireless
tacilities and switches known as the public switched tele-
phone network, as well as cellular network systems and the
telephony feature of the Internet. The telephone network 105
1s utilized to complete calls between (1) a caller at a station
set, such as callers 101, 102, 103, and the call center 100; (11)
a caller on hold and a third party; and (111) a caller on hold
and a shared-revenue telephone service, such as a 900 or 976
service, provided by content provider. As 1s well known,
shared-revenue telephone services deliver a particular ser-
vice over the telephone and subsequently bill the caller. The
telephone number from which a call 1s made typically
identifies the caller. A subsequent bill 1s then included as part
of the caller’s regular telephone ball.

The Internet network, as used herein, includes the World
Wide Web (the “Web”) and other systems for storing and
retrieving information using the Internet. To view a web site,
the user communicates an electronic Web address, referred
to as a Uniform Resource Locator (“URL”), associated with
the web site. It 1s noted that if the caller accesses the call
center 100 from a conventional telephone, the textual por-
tions of a premium web site may be converted to speech for
presentation to the caller.

The present method and apparatus match physiological
personality profile between agents and inbound callers. Any
number of tests, such as Briggs and Minnesota, can be given
to an agent to determine which of four, for example, basis
personality profiles 1s the closest match to the agent. Caller
personality profiles can be gathered from a variety of
methods, such using the personality type of an agent where
the caller has had the highest transaction success (no hypoth-
es1s of a matching profile existing between the agent and the
caller), answers to IVR menu choices, past purchases or
calling history, customer survey responses, etc. It 1s to be
understood that numerous tests and procedures are known in
the art for determining personality profiles of individuals.
Also there are a variety of criteria that can be used for
matching different types of personality profiles for achieving,
desired results.

FIG. 2 depicts four types of personality profiles. A Type
A 1s referred to as “analytical.” A Type B 1s referred to as
“detailed oriented.” A Type C 1s referred to as “relationship/
emotional.” Finally, a Type D 1s referred to as “futuristic/
visionary.” In one preferred embodiment, the highest prior-
ity of matching 1s to match Ato A, B to B, C to C, and D
to D. Thus, 1 a caller were determined to be of an analytical
type, then those agents having personality profiles that are
analytical would be matched to this caller. If it 1s not possible
to perform the matches according to the first priority, then
according to a second priority, A 1s matched to B, and C to
matched to D. Thus, 11 the caller 1s analytical, and there 1s no
agent available that has an analytical personality profile, the
caller would then be matched to a detailed oriented agent. If
this were not possible, then as a third priority, the matching,
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would be Ato D and B to C. In the example of the caller with
an analytical personality profile, he would be matched to an
agent having a futuristic/visionary personality profile.
Finally, as the last resort, a fourth priority would match A to
C and B to D. Although such matching may be undesirable,
the fourth priority only occurs when there 1s no other option.
Thus, 1n the fourth priority, A 1s matched to C and B 1s
matched to D. That i1s the caller who has the analytical
personality profile would be matched to an agent having a
relationship/emotional profile.

In the real world, many people have multiple overlaps into
different regions of these personality profile types. However,
with appropriate testing, 1t can be determined what 1s the
dominant personality profile type as compared to the other
personality profile types that a caller has. This dominant
personality profile type may then be used for selecting the
agent.

FIG. 3 depicts a tlow diagram of one embodiment of the
method. In this embodiment, personality profiles of agents
are 1irst determined in a step 300. Thereatter, 1n step 302, the
personality profiles are classified according to one of four
different types for each of the agents. When a call 1s received
from a caller, the personality type of the caller 1s determined
in step 304. In step 306, this personality type of the caller 1s
then classified as one of the four personality types 1n this
embodiment. The personality types of the caller and the
agents are then compared 1n step 308. If the caller can be
matched to an agent of the same personality type 1n step 310,
then the caller 1s connected to that agent in step 318. It this
1s not possible, then an attempt 1s made to match the caller
to the agent according to the second priority 1n step 312. IT
this 1s Turther not possible, then 1n step 314 1n a third priority,
another an attempt 1s made to match the caller to an agent.
Finally, 11 this 1s not possible, then in a fourth priority, the
caller 1s matched to an agent as determined 1n step 316.

The method 1s useful for routing transactions of people.
However, the method may also be utilized 1n an embodiment
for matching people to machines or software implementa-
tions that 1s virtual agents. In such an embodiment, machines
are assigned personalities just as the personality profiles
were determined for agents 1n the previous example. With
regard to machines, software 1s utilized to actually create the
different personality types. As depicted 1n FIG. 4, a first step
of this embodiment of the method involves creating person-
ality profiles of virtual agents 400 (machines). These difler-
ent personality profiles are then classified according to
profile types into 1n this example a one of the four types A,
B, C, and D. Then when a caller 1s connected to the system,
the personality profile of the caller 1s determined 1n step 404
and classified as one of the types A, B, C, and D 1n step 406.
The personality types of the caller and virtual agents are
compared 1n step 408 and matches have an available virtual
agent to the caller based on the personality types occurs 1n
steps 410, 412, 414, and 416 according to the priority
hierarchy. Once a match 1s established, then the caller 1s
connected to that virtual agent 1n step 418.

FIG. 5 1s a blocked diagram depicting an embodiment.
Personality profiles of agents 500 are determined by the
agent personality profile determination module 504 and
stored 1n the agent personality profile database 508. The
personality profile types for respective agents of the plurality
of agents are stored 1n the database 508 as personality profile
records. When a caller 502 1s connected to the system, a
caller personality profile determination module 506 deter-
mines the personality profile of the caller 502. The person-
ality profile of the caller 502 and the personality profile
records from the database 508 are compared 1n a personality
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proflle comparator 510. The output of the comparator 1s
provided to a selector module 511. The selector module 511
selects an agent from the plurality of agents based on the
comparison of profile types using the priority hierarchy as
determined by the priority module 509. In response to a
selected module 511, the connection module 512 establishes
communication between the caller 502 and the selected
agent of the agents 500.

The caller personality profile determination module 506
determines the personality profile of the caller by using at
least one of the following; previous transactions success
between the caller and a predetermined agent, caller’s
answers to menu choices, past purchase history, past calling
history, caller’s survey responses, etc. In one embodiment,
the personality profile of a respective agent of the plurality
of agents 1s classified as at least one on the following
personality profiles types: analytical type, detailed oriented
type, relationship/emotional type, and futuristic/visionary
type.

FIG. 6 depicts a computer readable media 600, which has
code segments. A first determining personality profile deter-
mimng computer program code segment 602 determines the
personality profile of each agent of a plurality of agents. The
storing computer program code segment 604 stores the
determined personality profile types for respective agents as
personality profile records 1n a database. The second deter-
mimng personality profile determining computer program
code segment 606 determines the personality profile of a
caller. The priority forming computer program code segment
608 forms a priority hierarchy for matching personality
profile types of the callers to personality profile types of the
agents. The comparing computer program code segment 610
compares the personality profile type of the caller to the
personality profile types of the agents, according to the
priority hierarchy. The agent selecting computer program
segment 612 selects an agent from the plurality of agents
based on the comparison of personality profile types. The
connection computer program code segment 614 establishes
communication between the caller and selected agent.

It 1s an advantage that aligning the personality profiles of
a caller and the agent reduces caller transaction problems.
This overcomes many drawbacks 1n the prior art where the
personalities of the callers and agents were not taken into
consideration when an agent was selected for a particular
caller.

The mvention 1s not limited to the particular details of the
apparatus and method depicted, and other modification
applications are contemplated. Certain other changes may be
made 1n the above-described apparatus and method without
departing from the true spirit and scope of the mvention
herein 1involved. For example, the present invention can be
equally utilized for live agents or virtual agents (soiftware
encoded representations of agents). Furthermore, different
types of testing for determining the personality types of
agents and callers can be utilized with the present invention,
and different types of hierarchies with different numbers of
personality profile types can be utilized with the present
invention. Also for example, although the invention 1is
depicted 1n the environment of an automatic call distributor,
the method and apparatus of the present invention can be
utilized 1n other types of communication systems. It 1s
intended, therefore, that the subject matter 1n the above
depiction shall be interpreted as illustrative and not 1llumi-
nating sense.

What 1s claimed 1s:

1. A method for improving transactions 1n a communica-
tion system, comprising the steps of:
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determiming a personality profile at least two agents and
classitying at least two agents as at least one of the
following personality profile types: analytical type,
detailed oniented type, relationship/emotional type, and
futuristic/visionary type;
determiming a personality profile of a caller to classify the
caller as at least one of the personality profile types; and

connecting the caller to one of the at least two agents
based on the respective personality profiles types of the
caller and the agents.
2. The method according to claim 1, wherein the caller 1s
an inbound caller to the communication system, the person-
ality profile of the caller being determined by at least one of
previous transaction success between the caller and a pre-
determined agent, caller answers to menu choices, past
purchase history, past calling history, caller survey
responses.
3. The method according to claim 1, wherein a respective
personality profile of the at least two agents 1s determined
from predetermined testing of the at least two agents.
4. The method according to claim 1, wherein the com-
munication system comprises at least two machine based
virtual agents each assigned at least one personality profile
type: and further comprising connecting the caller to a
virtual agent based upon the personality type of the caller
and the virtual agents.
5. The method according to claim 4, wherein the virtual
agent personality profile types are created utilizing software.
6. The method according to claim 5, wherein the con-
necting step comprises matching of the caller personality
profile type to the agent personality profile type with a
priority hierarchy as follows:
first priority, match analytical type to analytical type,
detailed oniented type to detailed oriented type, rela-
tionship/emotional type to relationship/emotional type,
or futuristic/visionary type to futuristic/visionary type;

second priority, match analytical type to detailed oriented
type, or relationship/emotional type to futuristic/vision-
ary type;

third priority, match analytical type to futuristic/visionary

type, or detailed oriented type to relationship/emotional
type;.

fourth priority, match analytical type to relationship/

emotional type, or detailed oriented type to futuristic/
visionary type.

7. A method for improving transactions in an automatic
call distribution system, comprising the steps of:

determiming a personality profile of each agent of a

plurality of agents;

storing the determined personality profiles for respective

agents of the plurality of agents as personality profile
records 1n a database;

determining a personality profile of a caller;

assigning a personality profile to respective machine

based virtual agents of a plurality of machine based
virtual agents;

comparing the personality profile of the caller to person-

ality profiles 1n the personality profile records of the
agents 1n the database and the personality profiles of the
virtual agents;

selecting at least one of an agent from the plurality of

agents and a virtual agent of the plurality of virtual

agents based on the comparison of personality profiles;
and

establishing communication between the caller and the
selected agents and virtual agents.
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8. The method according to claim 7, wherein the caller 1s
an mbound caller to the automatic call distribution system,
the personality profile of the caller being determined by at
least one of previous transaction success between the caller
and a predetermined agent, caller answers to menu choices,
past purchase history, past calling history, caller survey
responses.
9. The method according to claim 7, wherein a respective
personality profile of each of agents 1s determined from
predetermined testing of the agents.
10. The method according to claim 7, wherein a person-
ality profile of a respective agent of the plurality of agents
1s classified as at least one of the following personality
profile types: analytical type, detailed oriented type, rela-
tionship/emotional type, and futuristic/visionary type.
11. The method according to claim 10, wherein connec-
tion of the caller to an agent 1s determined by matching the
personality profile type of the caller to the personality profile
type of the agent.
12. The method according to claim 11, wherein the
matching of the caller personality profile type to the agent
personality profile type has a priority hierarchy as follows:
first priority, match analytical type to analytical type,
detailed oriented type to detailed oriented type, rela-
tionship/emotional type to relationship/emotional type,
or futuristic/visionary type to futuristic/visionary type;

second priority, match analytical type to detailed oriented
type, or relationship/emotional type to futuristic/vision-
ary type,

third priority, match analytical type to futuristic/visionary

type, or detailed oriented type to relationship/emotional
type,

fourth priority, match analytical type to relationship/

emotional type, or detailed oriented type to futuristic/

visionary type.
13. A method for improving transactions in an automatic

call distribution system, comprising the steps of:
determining a personality profile of each agent of a
plurality of agents, a respective personality profile
being at least one of the following plurality of person-
ality profile types: analytical type, detailed oriented
type, relationship/emotional type, and futuristic/vision-

ary type;

storing the determined personality profile types {for
respective agents of the plurality of agents as person-
ality profile records in a database;

determining a personality profile of a caller, the person-
ality profile of the caller being one of the plurality of
personality profile types;

providing a priority hierarchy for matches of personality
profile type of the caller to personality profile types of
the agents;

comparing the personality profile type of the caller to the
personality profile types of the agents 1n the database
according to the priority hierarchy;

selecting an agent from the plurality of agents based on
the comparison of personality profile types; and

establishing communication between the caller and the
selected agent.

14. The method according to claim 13, wherein the caller
1s an inbound caller to the automatic call distribution system,
the personality profile of the, caller being determined by at
least one of previous transaction success between the caller
and a predetermined agent, caller answers to menu choices,
past purchase history, past calling history, caller survey
responses.
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15. The method according to claim 13, wherein a respec-
tive personality profile of the agents 1s determined from
predetermined testing of the agents.

16. The method according to claim 13, wherein the
automatic call distributor comprises a plurality of machine
based virtual agents classified as at least one of the following
personality profile types: analytical type, detailed oriented
type, relationship/emotional type, and futuristic/visionary
type, and further comprising selectively connecting the
caller to a respective one of the plurality of virtual agents.

17. The method according to claim 16, wherein connec-
tion of the caller to a virtual agent 1s determined by matching,
the personality profile type of the caller to the personality
profile type of the virtual agent.

18. The method according to claim 17, wherein the
priority hierarchy for matching of the caller personality
profile type to the agent personality profile type 1s as
follows:

first priority, match analytical type to analytical type,
detailed onented type to detailed oriented type, rela-
tionship/emotional type to relationship/emotional type,
or futuristic/visionary type to futuristic/visionary type;

second priority, match analytical type to detailed oriented
type, or relationship/emotional type to futuristic/vision-
ary type;

third priority, match analytical type to futuristic/visionary
type, or detailed oriented type to relationship/emotional
type;

fourth priority, match analytical type to relationship/
emotional type, or detailed oriented type to futuristic/
visionary type.

19. A computer program product embedded 1n a computer
readable medium for use in an automatic call distribution
system, comprising:

a computer readable media containing code segments

comprising:

a first personality profile determining computer program
code segment that determines personality profiles of at
least two agents;

a second personality profile determining computer pro-
gram code segment that determines a personality pro-
file of a caller;

a third personality profile determining computer program
code seament that determines a personality profile for
at least two machine based virtual agents; and

a connection computer program code segment that con-
nects the caller to one of the at least two agents and the
at least two virtual agents based on the personality
profiles of the caller, the virtual agents, and the agents.

20. The computer program product according to claim 19,
wherein a personality profile of a respective agent of the at
least two agents 1s classified as at least one of the following
personality profile types: analytical type, detailed oriented
type, relationship/emotional type, and futuristic/visionary
type.

21. The computer program product according to claim 20,
wherein connection of the caller to an agent 1s determined by
matching the personality profile type of the caller to the
personality profile type of the agent.

22. The computer program product according to claim 21,
wherein the matching of the caller personality profile type to
the agent personality profile type has a priority hierarchy as
follows:

first priority, match analytical type to analytical type,
detailed onented type to detailed oriented type, rela-
tionship/emotional type to relationship/emotional type,
or futuristic/visionary type to futuristic/visionary type;
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second priority, match analytical type to detailed oriented
type, or relationship/emotional type to futuristic/vision-
ary type,

third priority, match analytical type to futuristic/visionary
type, or detailed oriented type to relationship/emotional
type,

fourth priority, match analytical type to relationship/
emotional type, or detailed oriented type to futuristic/
visionary type.

23. A computer program product embedded 1n a computer
readable medium for use in an automatic call distribution
system, comprising:

a computer readable media containing code segments

comprising:

a first determining personality profile determining com-
puter program code segment that determines a person-
ality profile of each agent of a plurality of agents, a
respective personality profile being at least one of a the
following plurality of personality profile types: analyti-
cal type, detailed oriented type, relationship/emotional
type, and futuristic/visionary type;

a storing computer program code segment that stores the
determined personality profile types for respective
agents of the plurality of agents as personality profile
records 1n a database:

a second determining personality profile determining
computer program code segment that determines a
personality profile of a caller, the personality profile of
the caller being one of the plurality of personality
profile types;

a priority forming computer program code segment that
forms a priority hierarchy for matches of personality
profile type of the caller to personality profile types of
the agents;

a comparing computer program code segment that com-
pares the personality profile type of the caller to the
personality profile types of the agents 1n the database
according to the priority hierarchy;

an agent selecting computer program code segment that
selects an agent from the plurality of agents based on
the comparison of personality profile types; and

a connection computer program code segment that estab-
lishes communication between the caller and the
selected agent.

24. The computer program product according to claim 23,
wherein the automatic call distributor comprises at least two
machine based virtual agents 1s classified as at least one of
the following personality profile types: analytical type,
detalled onented type, relationship/emotional type, and
tuturistic/visionary type, and further comprising computer
program code that selectively connects the caller and a
selected virtual agent.

25. The computer program product according to claim 24,
wherein connection of the caller to a virtual agent 1s deter-
mined by matching the personality profile type of the caller
to the personality profile type of the virtual agent.

26. The computer program product according to claim 25,
wherein the matching of the caller personality profile type to
the agent personality profile type has a priority hierarchy as
follows:

first priority, match analytical type to analytical type,
detailed oriented type to detailed oriented type, rela-
tionship/emotional type to relationship/emotional type,
or futuristic/visionary type to futuristic/visionary type;

second priority, match analytical type to detailed oriented
type, or relationship/emotional type to futuristic/vision-

ary type;
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third priority, match analytical type to futuristic/visionary
type, or detailed oriented type to relationship/emotional
type,

fourth priority, match analytical type to relationship/
emotional type, or detailed oriented type to futuristic/
visionary type.

277. An apparatus for improving transactions in a commu-

nication system, comprising:

means for determining a personality profile of at least two
agents;

means for determining a personality profile of a caller;

means for determining a personality profile for at least
two machine based virtual agents; and

means for connecting the caller to one of the at least two
agents and the at least two virtual agents based on the
personality profiles of the caller, the virtual agents, and
the agents.

28. The apparatus according to claim 27, wherein the
caller 1s an inbound caller to the communication system, the
personality profile of the caller being determined by at least
one of previous transaction success between the caller and a
predetermined agent, caller answers to menu choices, past
purchase history, past calling history, caller survey
responses.

29. The apparatus according to claim 27, wheremn a
respective personality profile of the at least two agents 1s
determined from predetermined testing of the at least two
agents.

30. The apparatus according to claim 27, wherein a
personality profile of a respective agent of the at least two
agents and of the at least two virtual agents 1s classified as
at least one of the following personality profile types:
analytical type, detailed oriented type, relationship/emo-
tional type, and futuristic/visionary type.

31. The apparatus according to claim 30, wherein con-
nection of the caller to an agent 1s determined by matching
the personality profile type of the caller to the personality
profile type of the agent.

32. The apparatus according to claim 31, wherein the
matching of the caller personality profile type to the agent
personality profile type has a priority hierarchy as follows:

first priority, match analytical type to analytical type,
detailed oniented type to detailed oriented type, rela-
tionship/emotional type to relationship/emotional type,
or futuristic/visionary type to futuristic/visionary type;

second priority, match analytical type to detailed oriented
type, or relationship/emotional type to futuristic/vision-
ary type,

third priority, match analytical type to futuristic/visionary
type, or detailed oriented type to relationship/emotional
type:

fourth priority, match analytical type to relationship/
emotional type, or detailed oriented type to futuristic/
visionary type.

33. An apparatus that improves transactions in an auto-

matic call distribution system, comprising:

means for determiming a personality profile of each agent
of a plurality of agents, a respective personality profile
being at least one of the following plurality of person-
ality profile types: analytical type, detailed oriented
type, relationship/emotional type, and futuristic/vision-
ary type;

means for storing the determined personality profile types
for respective agents of the plurality of agents as
personality profile records 1n a database;
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means for determining a personality profile of a caller, the
personality profile of the caller being one of the plu-
rality of personality profile types;

means for providing a priority hierarchy for matches of
personality profile type of the caller to personality
profile types of the agents;

means for comparing the personality profile type of the
caller to the personality profile types of the agents 1n the
database according to the priority hierarchy;

means for selecting an agent from the plurality of agents
based on the comparison of personality profile types;
and

means for establishing communication between the caller
and the selected agent.

34. The apparatus according to claim 33, wherein the
caller 1s an inbound caller to the automatic call distribution
system, the personality profile of the caller being determined
by at least one of previous transaction success between the
caller and a predetermined agent, caller answers to menu
choices, past purchase history, past calling history, caller
SUrvey responses.

35. The apparatus according to claim 33, wherein a
respective personality profile of a respective agent of the
plurality of agents 1s determined from predetermined testing,
of the respective agent.

36. The apparatus according to claim 33, wherein the
apparatus comprises at least two machine based virtual
agents 1s classified as at least one of the following person-
ality profile types: analytical type, detailed ornented type,
relationship/emotional type, and futuristic/visionary type.

37. The apparatus according to claim 36, wherein con-
nection of the caller to a virtual agent 1s determined by
matching the personality profile type of the caller to the
personality profile type of the virtual agent.

38. The apparatus according to claim 37, wherein the
matching of the caller personality profile type to the agent
personality profile type has a priority hierarchy as follows:

first priority, match analytical type to analytical type,
detailed oriented type to detailed oriented type, rela-
tionship/emotional type to relationship/emotional type,
or futuristic/visionary type to futuristic/visionary type;

second priority, match analytical type to detailed oriented
type, or relationship/emotional type to futuristic/vision-
ary type,

third priority, match analytical type to futuristic/visionary
type, or detailed oriented type to relationship/emotional
type,

fourth priority, match analytical type to relationship/
emotional type, or detailed oriented type to futuristic/
visionary type.

39. An apparatus that improves transactions in an auto-

matic call distribution system, comprising;

a plurality of agents and a plurality of machine based
virtual agents;

a predetermined plurality of personality profile types
based upon social traits;

a first profile determination module that determines a
personality profile of each agent of the plurality of
agents and each virtual agent of the plurality of virtual
agents, a respective personality profile being one of the
plurality of personality profile types;

a database 1n which i1s stored the determined personality
profile types for respective agents of the plurality of
agents as personality profile records in the database, the
database operatively connected to the profile determi-
nation module;
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a second profile determination module that determines a
personality profile of a caller, the personality profile of
the caller being one of the plurality of personality
profile types;

a propriety module operatively connected to the database
and to the second profile determination module, the
propricty module outputting a priority hierarchy for
matches ol personality profile type of the caller to
personality profile types of the agents and wvirtual
agents;

a comparator having inputs for the personality profile type
of the caller and the personality profile types of the
agents and virtual agents in the database according to

the priornity hierarchy, the comparator outputting the
comparisons of the personality profile type of the caller

and the personality profile types of the agents and the
virtual agents;

a selector that receives the output of the comparator and
in response thereto selects an agent or virtual agent
from the plurality of agents and virtual agents based on
the comparison of personality profile types; and a
communication module that establishes communica-
tion between the caller and the selected agent or virtual
agent.

40. The apparatus according to claim 39, wherein the
caller 1s an inbound caller to the automatic call distribution
system, the personality profile of the caller being determined
by at least one of previous transaction success between the
caller and a predetermined agent, caller answers to menu
choices, past purchase history, past calling history, caller
SUrvey responses.

41. The apparatus according to claim 39, wherein a
respective personality profile of a respective agent of the
plurality of agents 1s determined from predetermined testing,
of the agents.

42. The apparatus according to claim 39, wherein a
personality profile of a respective agent of the plurality of
agents and of the plurality of virtual agents 1s classified as at
least one of the following personality profile types: analyti-
cal type, detailed oriented type, relationship/emotional type,
and futuristic/visionary type.

43. The apparatus according to claim 42, wherein con-
nection of the caller to an agent 1s determined by matching
the personality profile type of the caller to the personality
profile type of the agent.

44. The apparatus according to claim 43, wherein the
matching of the caller personality profile type to the agent
personality profile type has a priority hierarchy as follows:

first priority, match analytical type to analytical type,
detailed onented type to detailed oriented type, rela-
tionship/emotional type to relationship/emotional type,
or futuristic/visionary type to futuristic/visionary type;

second priority, match analytical type to detailed oriented
type, or relationship/emotional type to futuristic/vision-
ary type,

third priority, match analytical type to futuristic/visionary
type, or detailed oriented type to relationship/emotional
type;

fourth priority, match analytical type to relationship/

emotional type, or detailed oriented type to futuristic/
visionary type.
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